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1982 COMPLEMENTARY COVERAGE II 
Open Enrollment Set 
March 1 through June 12 
The ads are ready; the enrollment 
kits are about to be mailed; and Jim 
Wallace, Director of Direct Sales, 
can't wait to see how many of 
Florida's senior citizens sign up 
during this year's Complementary 
Coverage II "Open Enrollment" 
period set to begin March 1. 
Complementary Coverage 11 is the 
Florida Plan's Medicare 
Supplemental contract. It is desig.ned 
for persons age 65 and over who have 
both Medicare Part A and Part B. 
According to Wallace, the annual 
"Open Enrollment" period is 
"Basically a statewide advertising 
campaign designed to give Florida's 
senior citizens a chance to enroll in 
the Complementary Coverage II 
program, during a specified period, 
without having to fill out a medical 
questionnaire." Seniors who enroll in 
Complementary Coverage II at any 
time other than the "Open 
Enrollment" period are required to 
complete a medical questionnaire. 
This questionnaire is then used to 
determine the applicant's eligibility 
for the program. 
Seniors are made aware of this 
offering via a statewide advertising 
campaign that includes mailing 
information and enrollment packages 
directly to selected senior citizens, 
and by a series newspaper ads placed 
in newspapers located in certain 
targeted areas that .have high 
,.;.� PROF ILE 
concentrations of senior citizens. 
This year, again, a special 
"Premium Offer" is being made 
available to many of the seniors 
enrolling in the program. This "Offer" 
includes valuable information on 
both the federal Medicare program, 
and the Florida Plan's 
Complementary Coverage 11 
contract. It includes helpful 
information on how to file Medicare 
and Complementary Coverage 
claims. "This extra offering is not only 
aimed at encouraging seniors to 
enroll in our Plan," Wallace stressed, 
"it will also help reduce the number of 
inquiries we receive from our 
customers, and create a better 
Jim Wallace 
understanding of the Florida Plan and 
the services it offers." 
Last year's open enrollment period 
netted a total of 20,133 new contracts 
for the Florida Plan. This year, 
Wallace hopes to add another 20,000 
new contracts to the existing 307,000 
already inforce. 
The large number of 
Complementary Coverage II 
contracts has really helped the 
Florida Plan grow,"Wallace 
emphasized. "We have the largest 
Medicare Supplemental enrollment 
in Florida, and we're in this position, 
I feel, because the senior citizens out 
there like Blue Cross and Blue Shield 
- they grew up with us, and they trust 
us." 
Those enrolling in this program will 
find a well organized staff waiting to 
serve them. A temporary "Central 
Unit," composed of employees from 
the Customer Services, and 
Membership and Billing Departments 
will be manning a pool of toll-free 
telephone lines with the latest 
information on Complementary 
Coverage II. According to Wallace 
this unit will be active throught the 
"Open Enrollment" period, which 
runs from March 1 through June 12. 
Employees who have questions 
about the "Open Enrollment" period, 
Complementary Coverage 11, or how 
these programs affect their areas, 
should contact Jim Wallace. 
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Plan Team Defeats Independent Life Team 
200 Plan Employees Enjoy "Blue Cross and Blue Shield Night at the Teamen" 
Legend has it that the game of soccer began 
when a worker in ancient England unearthed 
the skull of a Danish soldier, and began 
kicking it around out of bitterness to a former 
enemy. Other workers soon joined in the fun, 
and before long, what began as an act of 
hatred developed into a full fledged game. 
Others say soccer began in Ancient Rome, and 
was later introduced to the English when the 
Romans went North. Still others credit the 
origin of soccer to the Chinese, who over 2500 
years ago, played a game called "Tsu Che" 
meaning "to kick a ball of leather with the 
foot." 
Whatever its origin, the game of soccer has 
caused wars in South America, protests in 
Greece, and riots in London. It is indeed an 
emotional game - for the fans as wel I as the 
players. 
Fortunately there were no wars, protests, or 
riots in the Jacksonville Coliseum when over 
200 Florida Plan employees watched the 
Jacksonville Teamen lose to the Toronto 
Blizzards 7 to 3, in the Tea's final home game 
of the 1981-82 indoor soccer season. There 
was, however, no lack of excitement and fun. 
The Plan employees enjoying this excitement 
were attending the Teamen's game as part of a 
special corporate discount and seating 
arrangement billed as "Blue Cross and Blue 
Shield Night at the Teamen." Special $1-off 
discount tickets were sold in advance to 
employees, and a reserved seating section was 
made available so that those attending the 
February 9th game could celebrate together. 




After Provider Automated Services 
successfully tested their product in Broward 
County for one year, the Board of Directors of 
Blue Cross and Blue Shield of Florida gave 
their nod of approval to the concept of 
entering the statewide and national market. 
The national market is basically the 110 Blue 
Cross and Blue Shield Plans and the product 
for sale is "Management Systems." 
Medical Mutual of Cleveland, Ohio, a Blue 
Shield Plan, purchased our terminal and poller 
computer software in December of last year, 
making this the first national sale. Software, for 
those far removed from the world of the 
computer, is the programming that instructs 
the computer and terminal equipment what to 
do. 
Management Systems 
Vince Haney, Manager of Provider 
Automated Services explains, "Management 
Systems is a computer system for physicians 
and other providers of health care services to 
use in their daily office bookkeeping 
procedures. It is designed to automate 
accounts receivable, general ledger and 
payroll. It does all of the billing, both to the 
patients and third party payors. And of course, 
it generates automated claims too, and thus is 
a large factor in our goal towards maximum 
paperless processing of claims. 
Plans that have heard of our system at 
national meetings, or saw it in action at the 
National Coding Seminar we hosted at 
Jacksonville Beach last May, have indicated 
high interest in what we have to offer. 
Nationally, the Florida Plan is considered the 
leader in this area of computer science." 
Haney reports that the Plan faces heavy 
competition from all major manufacturers of 
Adding still more excitement to this special 
night, a hurriedly organized Blue Cross and 
Blue Shield soccer team defeated an 
Independent Life team 2-0 during a seven 
minute halftime exhibition game. 
The main attraction, however, was the 
Teamen. Although this loss ended the Teas 
chances of making it to the North American 
Soccer League (NASL) playoffs, it was the 
culmination of a season fraught with one big 
question. Will the Teamen stay in Jacksonville 
for the upcoming outdoor season, or will their 
owners, the Lipton Tea Company, decide to 
pack up and move the Teas elsewhere? At the 
beginning of this indoor season Jacksonville 
was presented with an ultimatum: Average 
5000 attendance per game or lose the Teamen. 
The ultimatum was answered - over 6500 
fans came out to see the Teas every time they 
played in the Coliseum, but at press time no 
final decision has been made as to whether or 
not the Teas will stay in Jacksonville. 
Victory for Plan Team 
According to Bob Babadi, player, coach, and 
organizer of the Plan's soccer team, "Most of 
our players - both the men and the women -
are very inexperienced at the game of soccer. 
Before our game with Independent Life (at the 
"Teamen Night") we had only one practice -
and that was outdoors. But we won! We beat 
Independent Life two - zip." 
Babadi, who once played for the NASL 
Miami Tourists (now disbanded) was 
instrumental in engineering the Blue Cross 
computer equipment. But optimism runs high 
in Provider Automated Services as Haney 
describes it: "We have a competitive edge 
because we have a high quality system that is 
designed specifically for the medical 
community by people who are involved solely 
in health industry services. Some systems 
being offered by competition amount to 
"warmed over" industrial applications, not 
designed originally for the medical profession." 
Sales throughout Florida have been 
extremely encouraging, Haney reports, and the 
Management System, while sold mainly to 
physicians in group practice, is also appealing 
to some single practice physicians. The sytem is 
also sold to Durable Medical Equipment Suppliers, 
chiropractors, and other health care providers. 
"Besides the advantage of being designed by 
people closely allied to the medical profession, 
our system is very versatile." Haney comments, 
"There are a number of options built into the 
base system to fit the needs of the various 
victory. Richard Harnage, who scored one of 
the two goals, emphasized that "without Bob's 
hard work in putting this team together, we 
would never have been able to do what we did. 
Not only that, he's a daggone good soccer 
player." 
Inexperienced though they may be, there are 
obviously a few good soccer players working 
at the Florida Plan. Ronnie Rountree, for 
instance, scored one of the Plan's goals, and 
according to Harnage, Rountree made both 
goals possible. "I was just standing there, next 
to the goal," Harnage stated, "when Ronnie 
stole the ball from an Independent Life player, 
and passed it to me. I just kicked it in." 
Harnage, by the way, received an offer from 
the game's referee - a soccer coach himself 
- to play on his City League team. 
Marguerite (Maggie) Carr, one of the two 
women who played on the team, didn't score 
any goals, but enjoyed herself thoroughly. "It's 
a team game, above all else," Maggie stated. "A 
lot of coordination is involved, and it's a 
welcomed sight to see your team score a goal. 
You know you were a part of that goal even 
though you didn't actually make it yourself. 
When asked how it felt to play in front of 
such a large crowd, Maggie had a simple, 
straightforward answer: "I was so nervous, I 
just didn't look at 'em." 
Richard, Maggie, Bob and most of the other 
players are not only very happy about their 2 
and O record.they're looking forward to playing 
soccer and beating other competitors. 
medical specialities, as well as the different 
operating policies and procedures of the user 
locations." 
Terminals Prove Popular 
Another aspect of what's going on in 
Provider Automated Services is the renting of 
terminals to increase the percentage of 
paperless claims being received in both private 
business and government programs. Florida 
hospitals have 247 terminals submitting claims 
and handling admission approval transactions. 
There are an additional 156 terminals sending 
in claims from physicians and other providers. 
In addition, we received direct system to 
system transmission of claims from another 90 
installations that have different equipment than 
those we supply. 
Haney says that the results of this program 
have been unparalled. Over seven million 
claims will be received this year through this 
network of communications with hospitals and 
doctors. 
Vince Haney, Manager of Provider Automated Services demonstrates the Texas Instruments 
744 equipment utilized in the Physician Management System. 
Handling The Pan Handle 
Panama City - An Off ice of One 
If you work in a large area surrounded by 
many fellow employees, you may have wished 
from time to time for an office of your own. 
How about a town of your own? That's what 
Jane David has inasmuch as she is the sole 
Blue Cross and Blue Shield of Florida 
employee in Panama City. 
Jane began her employment with Blue Cross 
and Blue Shield in August 1979 when the office 
staff consisted of three office employees and a 
sales representative. The office was officially 
closed in the fal I of 1979, but reopened two 
weeks later in a new downtown location as a 
one person operation. 
Jane has been Blue Cross and Blue Shield to 
Panama City residents since that time. While 
Jane handles all the non-group, direct pay, 
Complementary Coverage and FEP 
subscribers, John O'Kelley 111, sales 
representative in Pensacola, travels to Panama 
City periodically to handle group sales. 
Jane estimates that she spends 95% of each 
working day helping walk-in subscribers file 
claims, sending in field office inquiry forms, 
and in general, helping subscribers with claim 
and billing problems. 
In January alone, Jane's worked with 592 
walk-in subscribers and took 137 phone calls 
for a total of 729 subscriber contacts. That's no 
problem to Jane, however, because she reports 
that working in a one-to-one basis with 
customers is what she enjoys most about her 
job. Lately, a good percentage of such 
contacts have been with FEP employees who 
received a rate increase on January 1. 
"Seeing subscribers' problems and 
frustrations resolved because of the help you 
have been able to give to them is the most 
satisfaction I think anyone could expect from a 
job," Jane commented. When asked how she 
felt about handling the office on her own, Jane 
responded that because of the enjoyment she 
gets from working with subscribers and the 
excellent support she receives from the 
Tallahassee Regional Office and Jacksonville 
home office, she doesn't feel as if she is 
working alone. 
Heavy Utilization and Inflation Hit FEP Program 
Some 167,000 active and retired Florida 
Federal civil service workers and their families 
have been affected by rate and benefit changes 
on their Blue Cross and Blue Shield Federal 
Employee contracts. These changes came 
about as a result of negotiation.3 recently 
concluded by the federal government's Office 
of Personnel Management and the more than 
120 carriers taking part in the health benefits 
programs for federal employees. 
Statistics from the Washington FEP office 
indicate that for all carriers in the nationwide 
program the benefit reductions add up to a 
16% cut and the rate increase totals 31 %. Blue 
Cross and Blue Shield's record is slightly 
better than the all-carrier average with a 10% 
reduction in benefits and 30% increase in rates. 
Based on the Federal Employee Program's 
claims usage in the past year, rate increases 
for Blue Cross and Blue Shield would have 
been about 40% without the benefit 
adjustments. 
The benefit reductions affect a variety of 
coverage features such as increases in 
deductible amounts and modified coinsurance. 
As an example, on the Blue Cross and Blue 
Shield High Option contract, Federal 
Employees were receiving 100% coverage of 
semi-private room and board. This has been 
decreased to $25 a day co-pay for the first 1 o 
days before 100% coverage begins. Likewise, 
mental illness went from 100% coverage to $25 
a day co-pay for the first 10 days before 100% 
coverage begins. On the physician side of the 
coverage, a typical example of benefit 
reduction can be seen in in- patient surgery 
which went from 100% Usual Customary and 
Reasonable to 80% UCR. 
Jack Evans, Manager of National Accounts, 
commented that the benefit changes will be 
mailed to 45,000 Florida Federal Employees 
and retirees to highlight these changes. This 
mailing is expected to go out in March and 
hopefully will help to reduce the heavy influx 
of calls coming from Federal Employees who 
have not received any communication from the 
Office of Personnel Management which 
administers the Medicare Program for the 
Federal Government. 
Problems within the Federal Employee 
Program nationally caused OPM to forego the 
normal Open Enrollment Season in November­
December last year when Federal Employees 
and retirees normally have the option to 
change carrier or programs of protection under 
their present carrier. With this opportunity 
taken from them and the announcement of the 
h19h benefit reductions and rate increases they 
received in January, it is understandable why 
inquiries from FEP subscribers are so heavy. 
To strengthen our service to this group of 
subscribers and prepare for the Open 
Enrollment period now tentatively scheduled 
for May 3 through May 23, a special claims unit 
for FEP has been established plus a special 
claims inquiry area in Customer Relations in 
the Jacksonville Office. 
Jack Evans comments that this action, in 
addition to the previously mentioned March 
mailing of benefit literature, is intended to 
strengthen the Florida Plan's ability to maintain 
a maximum of present FEP subscribers when 
the Open Season does arrive and they have the 
option to change carriers. 
VALENTINE DOOR WINNERS CHOSEN 
Six Plan employees were asked recently to "have a heart," and they did - they had a 
heart shaped box of candy for their winning entries in the 1982 Employee's Club 
Valentine Door Decorating Contest. All entries were judged on neatness, appearance, 
originality, drawings, special designs, slogans, and color coordination. 
From left to right, Pat Chatman, Joyce 
King, Carol Bethea, and Glennetta Stepps 
of the Medicare Part A Correspondence 
Department, wait to share a two pound 
box of Russell Stover Candy for their First 
Place entry in the Group Category of the 
Valentine Door Contest. (Diane McLendon 
is not pictured.) 
First place in the Individual category went 
to Edie Synder of the Financial. 
Accounting Department. She received a 
half pound box of Russell Stover Candy 
from the Employee's Club. 
Jane David 
Roving Reporter 
Question of the Month 
"What do you think of the employees 
cafeteria and its food?" 
Lucretia Hall, Master 
Registry Clerk 
Provider Relations 
Division "This may 
sound funny coming 
from a cigarette 
smoker, but I was 
glad to see the Non-
1· . Smoking section 
come along. I don't 
like to bother people with my smoke; this way I 
don't have to worry about that." 
"As far as the food and service is concerned, I 
must like it - I eat there every day, breakfast and 
lunch. The ARA employees are always real 
helpful, especially Don the short order cook. He 
always fixes my eggs just the way ·t like them." 
Johnny Walsh, Clerk 
Subscriber Services 
"I used to be able to 
eat a full course meal 
in the cafeteria for 
$2.00 or less. It was 
cheaper to eat there 
than outside. Now it's 
not. Also, the quantity "' 
is not near enough for . ;,. 
the prices they charge, and the food usually all 
looks the same to me. I know they label their 
entrees, but I refer to it all as "Magic Mystery 
Meat." 
"Also, why do they have to close the second 
breakfast line at 10 a.m. I only have a 15 minute 
break, and with only one serving line I have to 




Division "I eat my 
main meals here 
because I seldom 
cook at home. Some­
times the food is 
great, sometimes not 
so great. Some days I 
like everything they offer; some days I don't want 
any of it. When that happens I just get a make-it­
yourself salad. They're very good." 
"The prices are fair, in my opinion, considering 
inflation and all. Also, some people may not feel 
this way, but I think they give you too much food. 
But then I'm not a very big eater." 
Employees Organize 
Cheryl Nielson Benefit Show 
*** 
Featuring 
The Blue Cross and Blue Shield Players, 
magicians, and other acts. 
March 20th 
Civic Auditorium 
2:00 P.M. matinee $3.00 per person 
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PREPARING FOR THE RIVER RUN 
by Lynne Brunson 
March is fast approach i ng ,  and with it, a chance 
to com pete i n  Jacksonv i l le's best-know race -
the R iver Run .  Some of you may have been u p  and 
runn i ng a l l  w i nter long.  But  for others,  the 
decis ion to do the River Run  happened at the last 
m in ute .  
I f  you fal l in to th is category,  don 't despa i r  -
even though it 's a l i tt le  late i n  the season to start 
effective t rai n i ng ,  you can sti l l  i mprove you r sk i l l s  
w i th  some we l l -p lan ned techn iques. You 
beg i nners and new entrants may be ask ing  you r­
selves some bas ic q uest ions:  What's the best way 
to get in some last-m in ute trai n i ng? How fast 
shou ld I run? What pos it ion shou ld I assume at 
the start i ng l i ne? What k i nd  of strategy shou ld  I 
p lan? 
One of the best strateg ies is  a p lan ned trai n i ng  
reg i me that provides j ust the  right  amou nt of 
m uscu lar  stress to bri ng about the best possi b le  
resu lts. And the amount of  trai n ing depends u pon 
the point i n  the season or  ti me frame before a 
race. Idea l ly, t ra in i ng shou ld push you to 75 
percent of you r  max imum heart rate . But without 
a good fou ndation ,  a beg i n n ing  run ner may f ind 
that susta i n i ng th is  level of work for any length of 
t ime is a l i tt le d iff icu lt .  For those of you who have 
been ru n n i ng a consistent n u mber of m i les dai ly ,  
yet have not properly trai ned for th is  race, you 
can apply another  measu re to est imate what you 
can theoretical ly expect f rom you r run n ing .  For 
exam ple,  i f  you r t ra i n i ng has consisted of run n ing 
th ree m i l es every day ,  you can m u lt ip ly  you r  dai ly 
m i l eage by th ree to determ ine  you r  "co l lapse 
point ,"  after which you can mere ly  shuff le  across 
the f i n ish l i ne .  I n  th is case, you r  "co l lapse poi nt" 
wou ld  be n i ne m i les (the R ive r  Run  is 9.3 m i les) . 
Lynne Brunson demonstrates warm-up exercises 
Whether you ' re a torto ise or a March hare ,  you 
can st i l l  app ly severa l key strateg ies that wi l l  
make the d i fference between a "good run" and a 
"terri b le  run ."  One key is you r  type of trai n i ng  
d u ri ng the  week before the  race. Pat Sher ,  who 
happens to be our resident marathoner, pre­
scri bes this reg i me :  Taper off you r exerc ise 
Monday th rough Wed nesday and on Thu rsday 
and Fr iday do on ly  l i gh t  exercises - j ust enough 
activ ity to produce a l ight  persp i ration .  Th is  he l ps 
the body r id itself of lact ic acid , wh ich you may 
have a lot of after heavy t rai n i ng ,  and as an added 
p l us, i t  he lps to rel ieve those pre-race j i tters .  
Another good strategy is to  second-guess the 
weather condit ions,  which have in years past , 
f luctuated considerably.  Approxi mately ten days 
before the race, run  with some addit ional  layers 
of c lothes to create a hothouse effect. Th is  p laces 
extra st ress on you r  card iovascu lar  system .  Then , 
if it is hot at race t ime,  you r body wi l l  be 
accustomed to warmer temperatu res and work 
more effic ient ly .  By the way, th is is  a contro­
vers ia l  practice, even though many wel l -known 
run ners fo l low it .  Be very carefu l ,  exerc ise 
caut ion ,  because you r  chances of dehyd ration 
i ncrease as the tem peratu re rises. (Th is practice 
is  suggested for i nd iv idua ls  who have mai ntai ned 
a reg u lar  reg i me in tra i n i ng  for this race . )  St i l l ,  i f  
you beg in  about a week i n  advance, you should 
have p lenty of t ime to get used to hot temper­
atu res. Also, if the weather  is warm on race day, 
do on ly some l i gh t  stretch i ng and a s low jog . 
Don't bu i ld u p  a lot of heat, because the fi rst m i le  
wi l l  p rov ide p lenty. The a im is to do j ust enough 
stretch ing  to he lp  you r  muscles contract eas i ly .  
Remem ber, d ri nk  p lenty of f lu ids  before and 
d u ring  the race to i ncrease you r effic iency u nder  
warmer cond it ions.  
The physical cond it ion of you r  body is the most 
i mportant key to a good race, but knowi ng  the 
phys ical layout of the cou rse can he l p  a lot .  F ind 
an oppo rtun ity to fam i l iar ize you rse l f  with the 
cou rse pr ior to the race, so you can spot potent ia l  
d iff icu l t  parts and p lan effect ive ly. 
Remem ber  to save some effort fo r the u ph i l l­
down h i l l  of the Hart B ridge,  about seven m i les 
i nto the race. As you approach the uph i l l  port ion 
of the Hart Bridge, don 't s low down - push 
harder .  On the down h i l l  s ide,  res ist the tem ptat ion 
to run fast - com mon e rror. And be carefu l when 
you "str ide" out because a lot of run n ing acc i­
dents are caused by i mproper foot p lacement.  
Ma inta in i ng a constant pace is best ,  but when 
the f in ish l i ne looms ahead , at the bottom of the 
Hart B ridge,  i ncrease you r  pace if you can (on ly 
one m i le to go ! )  As you approach the f in ish l i ne 
cont inue fu l l  force ahead - don't  g ive i n  to those 
aches and pa ins- g ive it what's left ! 
Whether you do a one-m i le "fu n ru n"  or  a n i ne­
m i l e  River Run ,  completi ng any race is a notab le 
accompl ish ment.  But don 't l et you r efforts stop 
there !  Cont inue ru n n i ng as a reg u lar  act iv i ty .  You 
can cut back on you r  t ra i n i ng for a wh i le ,  but don 't 
let that hard-won cond it ion ing  evaporate . 
Plan Sta rts New 
Service For Deaf 
As the latest develop ment i n  su peri or 
custo mer serv ice, the P l an started test i ng  a 
new serv ice for deaf or heari ng- i mpai red 
people that al lows them to com mun icate over 
the telephone throu gh a specia l  electron ic 
device. 
T h is device, cal led a Telecom mun icat ions 
Dev ice for  the Deaf (TD D ) ,  looks l i ke a smal l 
typewr iter with a receptacle for the te lephone 
receiver. Through the TDD, deaf peop le with 
clai ms or benefit quest ions can se� d 
typewritten messages over the phone l i nes to 
the F lorida P lan ,  and we can transm it qu ick 
rep l ies bac k. " I t's often hard for heari ng people 
to u n derstand how d i ff icu lt it can be for non­
heari ng peop le to perfo rm everyday 
com m u n icat ions - telephon ing  fr iends, or a 
doctor, or an i nsu rance com pany, " said Ted 
Hedrick ,  D i rector of Custo mer R elat ions .  "T h i s  
device g ives ou r deaf su bscr i bers t he  same 
ease of access to custo mer serv ice that our  
h--eari ng--su bscr l oe---rs have."  -
Stu d ies have shown that there are more 
hearing- i mpai red peop le nat ionwide than al l 
other handicaps put together. I n  the Sun  Belt 
states l i ke F lor ida where there are h igher 
percentages of o lder peop le,  the proport ion of 
heari n.g-i mpai red res idents is  even greater. I t  is  
hoped that for at least a part of th is group ,  the 
new TDD system shou ld  go a long way toward 
mak ing  l i fe a l i tt le eas ier. 
I n  F lor ida alone, there are 85 ,000 res idents 
who are co mp letely deaf - who cannot hear or 
u nderstand speech u nder any c i rcu mstances. 
There are 750 ,000 more who are heari ng­
i m pai red - who have some heari ng prob lems, 
but can u nderstand speec h and hear to some 
degree. Together, these two grou ps form 8 .2 
percent of the state's popu lat ion .  TDDs may 
number as many as 2 ,000 statew ide, both i n  
private homes a n d  i n  deaf serv ice centers 
where they serve the local deaf com mun ity. 
I t  is  est i mated that of ou r  Med icare 
group, about 1 60 ,000 are deaf whi le  our non­
Med i care grou p may have as many as 80 ,000 
deaf contract holders. The mach ine  is  cu rrent ly 
in a fou r- month tr ia l  period to determ ine 
su bscri ber  response. 
Deany Lowe, volunteer tor the Junior Service 
League of Ormond- Daytona Beach, explains the 
Operation of the Telecommunications Device tor 
the Deaf to Ted Hedrick, Director of Customer 
Relations. 
Images and Actions 
Of The Design Group 
What i s  the Des ign G roup? Does i t  rea l ly des ig n 
bu i l d ings? No, the Des ign  G roup  has been 
described as a m icrocosm,  a thermometer/ 
barometer, a laboratory,  a switch-board , and a 
p ract ice f ie ld to name on ly  a few. 
Explori ng those i mages fu rther, one f i nds that 
the Des ign G roup  is ,  in fact, a M icrocosm of the 
tota l organ izatio n .  Orig ina l ly  started i n  January 
1 980, it is made  up of a cross-sect ion of manage­
ment from a l l  leve ls and corporate g roups in the 
organ izat ion . The primary role of these ind iv idu­
als is  to ident ify ,  c la rify, and pr io rit ize 
deve lopmental issues affect ing  the organ ization  
and to  make recom mendat ions to  the H u man 
Resou rces D iv is ion regard i ng prog ra ms to 
add ress these issues. As new prog rams are 
imp lemented ,  another of the images become 
apparent ,  the "tem peratu re-tak ing"  or " pressure­
check ing"  i mage. As organ izat ions change,  there 
is often a need to mon itor the effects of th is 
change on both management and the total 
o rgan izat ion .  The Des ig n G roup i n  thei r ro le  as 
"temperature-takers" provide on-go ing  feed back 
on the status of both the "c l imate" of the organ i­
zat ion and the effectiveness of the progra ms. 
The most i m po rtant of the i mages ment ioned is 
the switchboard .  The Des ign G roup  members 
serve to in fo rma l ly connect var ious sou rces of 
in formation  and people ,  open channe ls  of 
commu n icat ions and fac i l i tate the f low of i nfor­
mat ion between management and the tota l 
organ izat ion .  
An example  of  the Des ign G roup  i n  Act ion is  
i ts recent work on  the use of Task Forces i n  the 
organ izat ion .  A major  concern ident i f ied by the 
Des ign G rou p was the ab i l i ty of management to 
deal with issues ar is i ng out  of task force work.  
Over a f ive month period , the Desig n G roup  d id  
an i ndepth analysis o f  t he  task force issue, 
cu lm inat ing in a presentat ion i n  Decem ber 
add ress ing :  
• Ident i f icat ion of  spec if ic problems re lati ng to 
use of task forces at B l ue Cross and B lue  
Sh ie ld of  F lor ida 
• Resu lts of both a l i teratu re search and su rvey 
of other corporat ions as we l l  as othe r  B lue  
Cross and B l ue Sh ie ld P lans 
• Recommendat ions regard i ng the form u lat ing  
of  g u ide l i nes and proced u res for task force 
management i n  the corporat ion 
• H uman Resou rces i s  cu rrent ly work ing  to 
deve lope a set of g u ide l i nes and proced u res 
for task force management at B l ue Cross and 
B lue  Sh ie ld  of  F lorida 
The Design  G roup  a lso recent ly completed its 
review and work on  the Persona l  I nvento ry and 
Development Program wh ich ,  after approval by  
the Execut ive Staff, was i ntrod uced to manage­
ment emp loyees in late 1 98 1 . 
The f i rst phase of th is  prog ram add resses 
exempt employees and is i ntended to ass ist 
emp loyees with the i r  career paths and p rovide a 
corporate inventory of emp loyee sk i l l s  and back­
g round that othe rwise m ig ht go u n recog n ized as 
oppo rtu n it ies become ava i lab le wi th i n  the 
organ izat ion . P lans a re to car ry the system to the 
non-exem pt leve ls  by the f i rst q uarter of 1 983. 
Cu rrent ly on the Des ig n G roup's agenda is a 
review of a proposed rev is ion to the Exempt 
Employee Perfo rmance Appra isa l Prog ram .  
U pcom i ng proj ects for the Desig n G roup  i nc l ude 
review of a Corporate Two Way Com m u n icat ions 
p rog ram in tended to i m p rove the f low of 
commun icat ions between superv iso rs and the i r  
employees . 
Each major  g roup with i n  the o rgan izat ion 
structu re has representat ion .  I f  you wou ld l i ke 
fu rther i nformat ion on the Des ign  G roup  and its 
ro le ,  p lease fee l free to contact the fol lowi ng 
members :  
Pat A insley, Asst. Manager, Medicare "A " 
Tom Dunn, Director, Internal A udit 
Frances Dyal, Manager, Systems Support 
Lamar James, Supervisor, Cost Accounting 
Rachel Johns, Supervisor, F. E. P. 
Mike Jones, Manager, Information Operations 
Rod Lee, Manager, P.A .R. D. 
Dave Lipp, Director, Corporate Research 
Bob Macina, Associate House Council 
Paul Mita/as, Director, Medical Division 
Bob Nay, Director, Provider Reimbursement 
John Detjen, Product Dev. & Planning Specialist 
Nathan Oplinger, V. P. , Medicare "B " 
Barbara Polhemus, Manager, Contract 
Compliance 
Juanita Simmons, Supervisor, Medicare "B " 
John Slye, V. P. , Public A ffairs & Corpora te 
Secretary, Chairperson 
Jim Wallace, Director, Direct Sales & F. E. P. 
Joyce Warner, Supervisor, Major Medical 
Bob Yates, Hospital Relations Representa tive 
Design Group Coordinator 
Brenda Cain, Training and Development 
1982 COMPLEMENTARY COVERAGE II 
Open Enrollment Set 
March 1 through June 12 
The ads are ready; the enrollment 
kits are about to be mailed; and Jim 
Wallace, Director of Direct Sales, 
can't wait to see how many of 
Florida's senior citizens sign up 
during this year's Complementary 
Coverage II "Open Enrollment" 
period set to begin March 1. 
Complementary Coverage 11 is the 
Florida Plan's Medicare 
Supplemental contract. It is desig.ned 
for persons age 65 and over who have 
both Medicare Part A and Part B. 
According to Wallace, the annual 
"Open Enrollment" period is 
"Basically a statewide advertising 
campaign designed to give Florida's 
senior citizens a chance to enroll in 
the Complementary Coverage II 
program, during a specified period, 
without having to fill out a medical 
questionnaire." Seniors who enroll in 
Complementary Coverage II at any 
time other than the "Open 
Enrollment" period are required to 
complete a medical questionnaire. 
This questionnaire is then used to 
determine the applicant's eligibility 
for the program. 
Seniors are made aware of this 
offering via a statewide advertising 
campaign that includes mailing 
information and enrollment packages 
directly to selected senior citizens, 
and by a series newspaper ads placed 
in newspapers located in certain 
targeted areas that .have high 
,.;.� PROF ILE 
concentrations of senior citizens. 
This year, again, a special 
"Premium Offer" is being made 
available to many of the seniors 
enrolling in the program. This "Offer" 
includes valuable information on 
both the federal Medicare program, 
and the Florida Plan's 
Complementary Coverage 11 
contract. It includes helpful 
information on how to file Medicare 
and Complementary Coverage 
claims. "This extra offering is not only 
aimed at encouraging seniors to 
enroll in our Plan," Wallace stressed, 
"it will also help reduce the number of 
inquiries we receive from our 
customers, and create a better 
Jim Wallace 
understanding of the Florida Plan and 
the services it offers." 
Last year's open enrollment period 
netted a total of 20,133 new contracts 
for the Florida Plan. This year, 
Wallace hopes to add another 20,000 
new contracts to the existing 307,000 
already inforce. 
The large number of 
Complementary Coverage II 
contracts has really helped the 
Florida Plan grow,"Wallace 
emphasized. "We have the largest 
Medicare Supplemental enrollment 
in Florida, and we're in this position, 
I feel, because the senior citizens out 
there like Blue Cross and Blue Shield 
- they grew up with us, and they trust 
us." 
Those enrolling in this program will 
find a well organized staff waiting to 
serve them. A temporary "Central 
Unit," composed of employees from 
the Customer Services, and 
Membership and Billing Departments 
will be manning a pool of toll-free 
telephone lines with the latest 
information on Complementary 
Coverage II. According to Wallace 
this unit will be active throught the 
"Open Enrollment" period, which 
runs from March 1 through June 12. 
Employees who have questions 
about the "Open Enrollment" period, 
Complementary Coverage 11, or how 
these programs affect their areas, 
should contact Jim Wallace. 
Published by  the Corporate Communications Division 
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